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This study is an overview of the consumer perception 
towards rail transportation services. In Malaysia, the 
public transportation system is an important aspect of 
communications system either for the urban 
community or rural areas. 
 This study will try to find out what aspects might 
cause rail transportation services become last choice 
during festive seasons, while demand for bas cannot 
be fulfill. 100 sample to examine the main cause why 
this might happen. Many problem can overcome 
when consumer choose rail transport as their mode to 
travel, example like traffic congestions, accidents, 
fuel demand and air pollutions.  
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1.0 INTRODUCTION 
Keretapi Tanah Melayu is the main rail operator in 
Peninsular Malaysia. Formerly it was known as an 
agency under the Keretapi Tanah Melayu 
Administration, it is now known as KTMB, the 
impact of corporatization led by government 
campaign in 1992. However, KTM is still wholly 
owned by the federal government. History of the 
coaches system started during the British colonial era, 
when the railway was originally built to transport the 
tin. Train fares quite reasonable, but the speed 
intercity trains (intercity) often lead KTM transport 
less competitive than other forms of transportation 
modes. Most of KTM services operate from Kuala 
Lumpur Sentral Station. However, there is a train 
service that operates only along the East Coast route, 
between Tumpat and Gemas and ultimately leading to 
Singapore. There is a cross border train services 
operating between Butterworth and Bangkok, 
Thailand. Intercity rail service is a service introduced 
by KTMB over a decade ago. As introduced 
additional choice to the people by providing diverse 
options in terms of coaches and travel destinations 
include Peninsular Malaysia.  
 
Change has been implemented to provide a 
comfortable and secure during the journey to the 
destination choices in the shortest possible time.  
At this time, service improvement is underway to 
build a double track that will provide faster travel 
from any public service operator in Malaysia. 
Intercity travel by train allows users to enjoy the 
greenery and stunning views along the way, with 
secure services beside that can rest while in the 
journey. 
 
1.1 Problem Statement 
 
During the festive season, we are frequently was 
shocked by the news of road accidents, involving 
buses, motorcycles and cars in this country.  
This is because; during the festive seasons the 
number of vehicles on the road became double or 
more than a normal day. Demand for buses will 
increase dramatically, forcing the express bus 
operators to increase the number of buses by offering 
additional buses to get to certain destinations.  
Despite the increase in the number of vehicles on the 
road, they accidentally raise the risk of accidents that 
involve vehicles that use the road.  
The use of rail services should be improved for help 
alleviate traffic congestion and road accidents during 
festive season. The increasing number of car users 
involved in crashes and the associated injury has 
prompted the government of Malaysia to undertake 




Aimed to get feedback on user perceptions of rail 
service and the satisfaction level of service that 
provided by KTM Berhad.  
In addition, the survey is to identify consumer 
expectancy of train services, identify the satisfaction 
level they experience from train services and identify 
factors that can be improvements in management and 









2.0 LITERATURE REVIEW 
 
This study is an overview of the consumer perception 
towards rail transportation services. In Malaysia, the 
public transportation system is an aspect important 
communications system either for the community or 
city rural areas. 
 As the country grew more advanced, the system 
relations within a country should have the 
competence and progress in terms of service as well 
as the technology used. 
 The Malaysian government has been working to 
create the various reforms and strategies new to 
improve the quality of public transport in order to 
community of interest. 
With rapid vehicle growth rate of 8% per annum, the 
government realized that uncontrolled urbanization 
and motorization would result in environmental 
deterioration and more traffic trams and accidents. To 
meet this challenges the government has embarked on 
major developments in land transportation over the 
last 20 years. 
The last 10 years have also seen development of new 
rail-based transport systems like KTM Commuter, the 
STAR LRT, the PUTRA LRT, and the Express Rail 
Link (ERL) for new KL International Airport 
(Mohamad, 2003). The growth in the number of 
motor vehicles has exacted costs on both the 
Malaysian economics and environment. For reasons 
such as increasing disposable incomes and poor 
management of the public transportation system, the 




2.1 Methodology  
 
I’m distribute questionnaire to my focuses group, 
they are student in Universiti Utara Malaysia, who 
live outside from Sintok, and using bus to travel 
going back to their home town.  
This because my study to aim, whether they who used 
the bus to going back to their hometown, willing or 
not to replacing bus to train when going back to their 
home town. I take sample as much n=100. From this 
questionnaire, I can get feedback from my sample, 
what they perceptions regarding bus services, and 
what they expecting when they want used train 
services as their mode to travel to going back 
hometown. The questionnaire used to gather the 
information, about the customers feelings towards 
buses services and either they satisfy or not with that 
services. If give a choices to them, switch to using 
rail transportation, are they willing to do so. 
 
 
3.0 THEORITICAL FRAMEWORK 
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                                                 Variable               
4.0 LIMITATION 
 
Like other studies, this study has limitations. Among 
its limitations is that, consumer willingness to go to 
the train station which is located quite far from where 
they live second, time spent for the trip, third, costs to 
be paid when using the train service.  
 
























From observations of the secondary data, and 
previous studies, I was able to make an early 
conclusion or expected findings of results from this 
study. 
Respondents can switch mode to rail services, when 
they are given sufficient exposure to the benefits of 
using the train and its impact on consumer safety and 
other transportation services. 
Apart from that, the government should also provide 
exposure and advertise distance train service between 
inter-city to the community in more detail, as well as 
the tourism ministry should also create a campaign to 
increase the image of railway transport. 
 
6.0 CONCLUSIONS  
 
As we know, during the festive season or peak 
seasons, many vehicles flooded the streets, whether 
city street, or highway. At the same time, the road 
will be congested and traffic will be unorganized due 
to the increase of cars and buses on the road. This 
will directly contribute to the increased risk of 
accidents and severe traffic congestion, each of them 
to go to their destination. Lately, we are often 
shocked by accidents involving express buses, this is 
worrying many. Most of the bus companies want to 
pursue profits by not providing a second driver, and 
not servicing their bus before starting a long journey. 
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